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BY OVERNIGHT DELIVERY
Marlcne H Dorich

Secrelary

Federal Communications Commission
445 12" Street, SW, Room TW-A325
Washington, DC 20554

Re'  CC Docket No. 98-67 - Telecommunications Relay Service and Speech-to-Speech
Services for Individuals with hearing and Speech Disabilities
CG Docket No 03-123 - Amencans With Disabilities Act of 1990

Dear Ms Dortch

Enclosed for filimg on behalf of Flonda Telecommunications Relay, Inc. are an original and
s1x copies of the Comments ol Flornida Telecommunications Relay, Inc. to the Second Report and
Order, Order on Reconsideration and Notice of Proposed Rulemaking 1n the above referenced

dockets Alsoenclosed 1s one copy ot Flornda Telecommunications Relay, Inc.’s Qutreach Matenails

Please acknowledge receipt of these documents by stamping the extra copy of this letter
“liled” and returning the samc to me 1n the enclosed self address stamped envelope

Thank you for your assistance with this filing

Sincerely yours,

/ 7,924/% W
Norman H Horton, Ir
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Before the SEP 92 2 2003

Federal Communications Commission
Washington, D.C. 20554

FCC - MAILROOM

In the Matter of )

)
Telecommunicabion Relay Services and )
Speech-to-Spcech Scrvices for ) CC Docket No. 98-67
Individuals with Hearnng and Speech )
Disabilities )

)

)

CG Dockel No. 03-123

Amecnicans With Disabilities Act of 1990 )

COMMENTS OF FLORIDA TELECOMMUNICATIONS RELAY, INC.
TO THE SECOND REPORT AND ORDER, ORDER ON RECONSIDERATION AND
NOTICE OF PROPOSED RULEMAKING
Dated June 17, 2003.

Florda Telccommunications Relay, Inc (FTRI), 1s a corporation, not-for-profit, incorporated
pursuant to the laws of the State of Florida and designated by the Florida Public Service Commission
(FPSC) as the admumstrator of the telccommunications relay service and speclalized
telecommunications equipment distribution program in Florida. Chapter 427, Florida Statutes, the
Telecommunications Access System Act (TASA), charges the FPSC with the duty among other
things to * . establish, implement, promote and oversee . . .”* a statewide access system and to
designate an admimstrator and select a provider of the relay service. (§§ 427.704(1) (2) and (3)).
Pursuant (o this charge, the FPSC designated FTRI to be the administrator The FPSC also contracts
with a relay provider, currently Sprint, to provide relay services.

The dutres and responsibilities of the administrator are descnibed in § 427.705, F.S. Among
the histed duties, FTRI 1s responsible to.

[ajdmimister advertising and outreach services as required by the
Comnussion, either directly or through contract with third parties, or
a combination thereof. § 427 705 (1)(b).



Consistent with this charge, FTRI has conducted advertising and outreach efforts for both the
cqumpment distribution and relay services

Dunng the first few years of TASA, although FTRI conducted outreach for the specialized
telecommumcations equipment distribution system and relay the emphasis of the outreach efforts
by FTRI was on the equipment program because the first TRS provider, MCI, was required by their
contract to outreach for relay Over a period of time, representatives of orgamzations serving the
deaf and hard of hearing community began to express their concern that there was a need for
incrcased TRS-specific outreach  FTRI and the FPSC also recognized a need and as a result, in
2000, FTRI imtiated an aggressive outreach program focused on the TRS with the objective being
10 Increasc consumer awareness of the relay service and broaden the base of those using the services.
Shortly after the campaign was begun, the usc of 711 to access TRS was required and the outreach
program was modified to include consumer information about 711. The campaign was designed to
be implemented over a three (3) year period with a sustainment program after the start-up period.
The campaign utilized printed matenals, presentations and other media products broadcast
throughout the state  Additionally, efforts were directed at both businesses and individuals with
programs tailored for each. Copies of the kit and samples of the brochures and medra presentations
developed and used by FTRI accompany these comments for review by the Commission

In order to assess the effectiveness of the Flonda outreach efforts, three (3) separate surveys
were conducled by a professional organization The results reflect increases 1n consumer awareness
of various programs with sigmificant increases m some areas. For example, the final survey revealed
there was a 10% ncrease in (he overall number of people who have heard of 711 but more

significant 1s the 31% increase of those over 55 who have heard of 711. There was a 5% increase



of those who have heard of the relay service and the increases were across all subgroups of those
polled 88% of the respondents felt the TRS program 1s a good 1dea.

While the results reveal that there are stili segments of consumers who are not fanmliar with
the relay service, the increases in the responses reflect that outreach efforts do make a difference in
consumer awareness and do serve a valuable purpose and for that reason, FTRI would offer the
following specific comments with respect to the NPRM 1n support of outreach efforts.

Scope of public awareness (9 129) Based on the Florida survey results, the public generally

1s not as aware of TRS as desired but the survey also supports a conclusion that outreach programs
do improve awareness of TRS. Although FTRI has no data to reflect how often hang-ups oceur but
through meetings with user groups and individual consumers, this does appear to be happening,
especially with calls to businesses  Some businesses are unfamiliar with relay calis and according
to users, the method by which relay calls are announced to the recipient may add to the confusion.
FTRI 1s trying to reduce this situatton through a business partner program to recruit businesses to
become relay friendly. When a business signs up as a partner, FTRI provides the business with a kit
that contains printed and video matenals that can be used to educate employees on the relay service.
To date over 1,300 businesses representing over 248,000 employees have received the traiming
material

While the business partner program should help reduce the problem with business hang ups,
to be effective, the relay provider should also provide information and training to their employees
and users  Many hang-ups occur because the business belicves the call is a marketing call and the
imtial contact with the relay provider communications assistant (“CA™) or operator provides the
foundation for the call Time spent educating relay employees on the problem with hang-ups should

significantly reduce this problem



What kinds of addihional outreach requirements should be required of TRS providers: what

types of materials are most effective, and should the mandatory requirements be expanded? (9 130.)

FTRI has expenienced success with 1ts outreach programs and current plans are to continue
with these efforts Flonda has found media and face-to-face presentations to be the most effective
In fact responses to the professional survey conducted for FTRIidentified TV placements and dircct
matl to be Lthe best way to inform consumers of the program. In earlier, less scientific polls, with
respect to the equipment distribution program, consumers identified ads and local exchange
companics as the way they learned of the program. [nits role as admimstrator, FTRI has found that
thc most effective program uses combinations of personal, printed, and broadcast contacts as well
as local community based orgamzations Relay providers and carrers are cnitical to outreach efforts
as well and without any doubt, providers should offer —require — training for their employees as well
as provide mmformation to consumers. Employees of TRS providers have direct contact with
consumers of relay services and directly affect the consumer’s relay experience. FTRI would
endorse and encourage traimng of TRS provider employees, but leave to the individual states how

that requirement 1s nimplemented

Who should rexmburse TRS providers for additional outreach requirements? (19 131 and

132)

Flonda funds the relay service through a surcharge on local telecommunications company
subscribers collected by local companies (TLEC and CLEC) and remitted to FTRI and the outreach
program administered by FTRI 1s funded with this surcharge. The relay provider 1n Florida 1s
sclected by the FPSC and contracts with the FPSC to provide the service and is reimbursed for the
scrvices it provides from this surcharge. To the extent the FPSC requires the provider to add or
expand outreach efforts, other than internal training, any reimbursement should be an 1ssue between

4



the FPSC and the provider. To the extent that the FCC imposes additional requirements on providers
then the FCC should provide compensation for complying with these requirements. FTRI does agree
that any carrier or provider sceking any type of reiembursement for providing relay service should be
required to provide some outreach

How should a coordinated outreach campaign be funded” (133)

FTRI neither supports nor opposes a coordinated campaign at this time, but 1f one 1s required
then funds should be provided for any such effort. In the case of FTRI, 1t 1s neither a carrier nor a
provider, but does have the responsibility under Florida law to conduct outreach and should be
eligible for funding 1f a coordinated effort 1s required.

Conclusion

Based on the Florida survey results, FTRI believes that outreach efforts do make a difference
In consumer awarencss of relay services  To be successful, outreach should encompass a vanety of
media but should also mvolve community groups and orgamzations The relay providers are also
an important clement of successful outreach and should be involved not only with consumer oriented
outreach but intemal traiming and outrcach as well. Providers should be expected to conduct
outreach but the specific types and scope should be dependent upon the requirements of the state.
Should the FCC mmpose outreach requirements on providers or camers there should be a
corresponding payment mechanism other than requiring states to pay for the additional activities

Respectfully submitted,

[ o

James F Forstall Norfnan H. Hortoﬁ, jr'
Exccutive Director Florida Bar No. 156386
Flonda Telecommunications Relay, Inc Messer, Caparello & Self, P.A.
1820 E Park Avenue P.O Box 1876

Tallahassee, FL 32301 Tallahassee, FI. 32302-1876
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DOCUMENT OFF-LINE

This page has been substituted for one of the following:
o This document is confidential (NOT FOR PUBLIC INSPECTION)

0 An oversize page or document (such as a map) which was too large to be
scanned into the ECFS system.

o Microfilm, microform, certain photographs or videotape.

o Other materials which, for one reason or another, could not be scanned
into the ECFS system.

The actual document, page(s) or materials may be reviewed (EXCLUDING
CONFIDENTIAL DOCUMENTS) by contacting an Information Technician at the FCC
Reference Information Centers) at 445 12" Street, SW, Washington, DC, Room CY-A257.
Please note the applicable docket or rulemaking number, document type and any other
relevant information about the document in order to ensure speedy retrieval by the
Information Technician
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